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You took the Colleague Engagement Survey. 
You provided honest feedback about your work 
experience. What happens next? How will we 
turn your survey answers to action? Here’s how.
BACKGROUND
u Our last Colleague Survey was in 2016. 
Colleagues in the Lehigh Valley and Hazleton 
participated. We used colleagues’ survey 
answers and took action. Read the postcard you 
received in your home mail for details. 
u This is the first time LVH-Pocono and LVH-
Schuylkill colleagues like Megan Navratil, BSN 
(shown), are participating.   
u When you have a great work experience, 
you’re at your best to give patients and their 
families a great care experience. 
TIMELINE
u Survey results will be compiled by Strategic 
Management Decisions (SMD), the independent 
firm administering the survey. “Our most im-
portant commitment is to ensure the confiden-
tiality of individual responses is preserved at 
all times,” says SMD Cofounder and Managing 
Partner Scott Mondore. “No one at LVHN is ever 
allowed to access any individual responses.” 
u Senior leaders will review network-wide 
results and identify opportunities for improve-
ment. Based on your answers, they’ll explore 
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immediate and long-range tactics (such as new 
policies or programs) to make LVHN a better 
place to work. 
u Managers will receive network-wide and 
department-specific results. They’ll attend SMD 
information sessions and receive tools to de-
velop plans with colleagues that will make their 
department a better place to work.   
YOUR ROLE  
u Help your manager analyze your department 
results. As a team, talk about what the results 
mean and ensure they paint a true picture of 
your department.  
u Offer to help your manager create an action 
plan and encourage others to do the same. 
Share ideas about ways to make the work 
experience even better. 
u Share ownership in the results and action 
plans. We all play a role in making LVHN stronger. 
WHAT’S DIFFERENT? 
u Creating an outstanding experience for you 
is so important, next fiscal year we’ll expand 
our focus from the Triple Aim to the Quadruple 
Aim. We’ll set goals to create Better Health, 
Better Care, Better Cost and a Better Colleague 
Experience. 
–Rick Martuscelli 
If you’re a colleague in Hazleton, 
Schuylkill County or the Poconos, this 
is the first time you’re receiving LVHN 
Quarterly. It’s another step in the process 
to fully integrate our health network. 
 
LVHN Quarterly contains information all 
colleagues should know and can use to 
make their work experience even better. 
Inside each edition you’ll find the latest 
LVHN news, a Q&A with a senior leader on 
a timely topic, an update on our goals and 
stories about how you can help us achieve 
them, information about benefits and perks, 
as well as stories about colleagues. You’ll 
receive LVHN Quarterly in your home mail 
four times a year.  
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CARE THAT’S “AMAZING. EVERYDAY.”
THE LVHN DNA
In Case You Missed It
u  LVHN, Medtronic Form Partnership 
The goal: Impact as many as 500,000 
patients and reduce care costs by  
$100 million. 
u  Health Center at  
East Stroudsburg Opens  
Our fifth health center in the Poconos  
is at the intersection of routes 447  
and 209.
u  Colleague Relief Fund Introduced 
It offers support for colleagues facing 
unexpected hardship or tragedy. 
ICYMI
We’re proud to provide heart and cancer 
care that’s “Amazing. Everyday.” And we’re 
excited to tell the stories of how colleagues are 
saving lives. That’s what we’re doing through 
our marketing campaigns for our institutes. 
Since February, we’ve been telling our com-
munity the stories of patients whose lives were 
saved at Lehigh Valley Heart Institute. They are 
people like: 
u Paul, who was told at another hospital that 
he should “get his affairs in order” 
u Andrea, who feared she wouldn’t survive to 
see her daughter become a teenager 
In April, we began sharing the stories of peo-
ple who received lifesaving care at Lehigh Valley 
Cancer Institute. They are people like:
To make LVHN even stronger, we need 18,000 
colleagues moving forward together with a focus 
on our three positions of strength: access, experi-
ence and value. These three things are part of the 
LVHN DNA. That message was shared by LVHN 
President and Chief Executive Officer Brian Nester, 
DO, MBA, FACOEP, during his State of the Health 
Network address. 
u Bill, who was told at another hospital he 
had six months to live; that was more than 18 
months ago 
u Gene, who beat kidney cancer by participat-
ing in a clinical trial that helped doctors guide 
his treatment with a combination of radiation 
therapy and immunotherapy 
We’re sharing these and other stories in TV 
commercials, on billboards, through social me-
dia and in newspaper ads. To learn more about 
our institutes and see videos featuring patients 
we saved, visit LVHN.org/CancerInstitute and 
LVHN.org/HeartInstitute. For details about heart 
care services provided at LVH–Pocono, visit 
LVHN.org/HeartCare. 
–Rick Martuscelli 
Every day when you put on the LVHN badge, 
think about our DNA and what we’re made of. 
Then, challenge yourself to bring our DNA to life. 
ACCESS – Make a commitment to “just say yes” 
and give people convenient access to the services 
they need. Patients shouldn’t have to go elsewhere 
because they had to wait to receive care here. 
EXPERIENCE – Do everything you can during 
every interaction to give patients and families an 
outstanding experience. Anticipate their needs and 
treat them the way they want to be treated.  
VALUE – Continually look for ways to deliver 
high-quality care at a low cost. Patients assume 
they’ll receive quality care. It’s our responsibility 
to deliver it as efficiently as possible and discover 
ways to keep costs down.  
We all have the LVHN DNA. With all of us 
moving forward together and focusing on our three 
positions of strength, we are stronger than any 
challenges we face.   
–Rick Martuscelli 





HEALTH CARE TODAY Q&A
ACHIEVING FINANCIAL STRENGTH 
A native of Conshohocken, Thomas Marchozzi 
inherited his passion for finance from his father 
who was an accountant for former Philadelphia 
Eagles owner Leonard Tose. During his career, 
Marchozzi held multiple senior-level finance po-
sitions, most recently at United Health Services 
where he served as Senior Vice President and 
Chief Financial Officer of the 28-hospital acute 
division. Marchozzi joined LVHN in January.  
WHAT ATTRACTED YOU TO LVHN? 
LVHN has the two most important things needed 
to achieve financial success. First and foremost, 
we provide high-quality care. Second, we have 
colleagues who are open to change and willing 
to work together to overcome challenges. An 
organization does not develop these character-
istics overnight. LVHN already has them, which 
positions us well for the future.  
WHAT ARE WE DOING TO  
ACHIEVE FINANCIAL STRENGTH?
Financial strength will come from providing 
high-quality care with a great experience at a 
fair cost. We already provide high-quality care. 
We are continually working to provide an excel-
lent patient experience. However, we now must 
focus on lowering the cost of providing both.  
WHAT ARE WE DOING TO KEEP COSTS DOWN?
To keep costs down, we’re keeping quality up 
because quality care costs less. Here’s proof. 
Our costs to provide a specific service, such as a 
procedure or test, are slightly higher than other 
providers in the region. However, our cost to care 
for a patient over an entire episode is less than 
other regional providers. By providing quality care, 
we’re preventing readmissions and unnecessary 
tests and consultations, which lowers costs. 
That’s why insurance providers like Highmark 
want to partner with us. We now must undertake 
a network-wide initiative to redesign our care de-
livery model to provide the same or better quality 
and experience, but at a lower cost. We are in the 
process of kicking off that initiative. 
WHAT CAN COLLEAGUES DO TO  
HELP KEEP LVHN FINANCIALLY STRONG?
Always do what’s best for the patient. When you 
give patients great care and a great experience, 
they tell others about it, which leads to more 
people coming to LVHN for care. Second, feel 
empowered to create change. You’re an expert 
in your field. You know what works best and 
what changes are needed. Make suggestions 
about how you or your department can operate 
more efficiently and effectively. We’ll listen and 
help you implement necessary change. Finally, 
be aware of the expenses you generate in your 
work. Ask yourself if there are things you can do 
that will be just as effective but at a lower cost. 
LVHN is a strong organization. I’m confident 




Executive Vice President and  
Chief Financial Officer




ARE WE REACHING OUR GOALS?
AS WE STRIVE TO ACHIEVE OUR GOALS RELATED TO THE TRIPLE AIM  
(BETTER HEALTH, BETTER CARE AND BETTER COST), WE’LL USE THIS CHART TO TRACK  
OUR PROGRESS THROUGHOUT FISCAL YEAR 2018.
Inpatient 
  -  Low mortality 
  -  Decrease catheter-associated urinary tract infections 
Outpatient 
  -  Improve diabetes control 
  -  Improve breast cancer screening
Inpatient Experience 
  -  Meet HCAHPS patient experience goals 
Outpatient Access 
  -  Meet abandonment rate goals (Q3-Q4)
Outpatient Experience 
  -  Meet Press Ganey patient experience goals
Clinical Pathways  
  -  Standardize care, improve efficiency and improve outcomes
Optimize cost per patient encounter
Green=Meeting our goal   Red=Opportunity for improvement      
Results as of April 3, 2018 
Vice President,  




is a magazine for 
LVHN colleagues.
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IMPROVING THE OUTPATIENT EXPERIENCE
LITTLE THINGS MAKE A BIG DIFFERENCE 
If you could stand in someone else’s shoes – 
hear what they hear, see what they see, feel 
what they feel – would you treat them differ-
ently? That question is at the core of a new 
education program being delivered throughout 
Lehigh Valley Physician Group (LVPG) aimed at 
improving the outpatient experience. 
To give patients and families the outpatient ex-
perience they expect and deserve, we must first 
A kind gesture. Peace and quiet. Fast service. 
They seem like little things. But if you’re in the 
hospital, little things make a big difference.
Colleagues at LVH–Pocono realize that. While 
they’ve always worked hard to give patients 
the best hospital experience, they’ve taken it 
to another level since becoming part of LVHN. 
Under the leadership of Kelly Gillick, Director 
of Patient Relations and Service Excellence, 
LVH–Pocono colleagues are surpassing health 
network service standards, and giving patients 
and families an outstanding hospital experience 
by focusing on what matters most. 
–Holly Yacynych 
know what they are thinking. Patient feedback 
helps us understand what we’re doing well and 
opportunities for improvement. Patients tell us the 
expertise and reputation of a provider, convenient 
scheduling, facility cleanliness and how they are 
treated are important factors in their experience. 
Meeting and exceeding their expectations builds 
loyalty and keeps them at LVHN.
LVPG education reinforces our PRIDE behav-
iors with a special focus on compassion and 
convenience. It examines the “human connec-
tion” of what colleagues do and encourages us 
to ask, interact and anticipate needs. 
THREE THINGS YOU CAN DO
1. Provide a warm welcome and fond 
farewell. Within outpatient services, the first 
person patients see at check-in often is the 
same person they see at checkout. What you 
do and say can mean the difference in that visit 
and future ones.
2. Remember: Every interaction matters. 
Always listen to what patients are telling you, 
empathize with them, apologize if necessary, 
anticipate and respond to their needs, and thank 
them for trusting LVHN.
3. Guide patients every step of the way, 
like Patient Services Representative Daniella 
Vasquez (shown) does. Navigating appointments, 




Big Difference at 
LVH–Pocono 
What You Can Do
Cleanliness counts
“Lean for Clean” program was estab-
lished to ensure every patient room 
surpasses cleanliness standards.
Pick up litter on the floor in patient 
rooms and hallways. Contact general 
services if you see an area in need of 
cleaning.
Communicate clearly
Whiteboards are updated regularly. 
Bedside shift report, hourly round-
ing, nurse leadership rounding and 
discharge phone calls are performed 
consistently. 
Talk with patients at eye level. Ensure 
patients’ questions are answered 
and needs met before ending every 
interaction.
Service recovery
Patients waiting for a room receive 
flowers to thank them for their 
patience.
Practice empathy as part of the PRIDE 
promise. Apologize for a misstep or 
inconvenience and act quickly to 
resolve problems.
Quiet time
Lights are dimmed and doors may be 
closed to provide a peaceful environ-
ment for healing daily 2-4 p.m.
Keep conversation volumes down. Ask 
patients if there is anything you can do 
to create a comforting environment.
Respond to needs
Colleagues like Kira Sever (shown)  
who demonstrate a commitment to 
answering call lights are recognized 
with the No Pass Zone Award.
Anticipate the needs of patients and 
families.
6   LEHIGH VALLEY HEALTH NETWORK
Next step:
To learn about and enroll in these  
challenges, visit MyTotalHealth.lvh.com. 
SUBMIT YOUR BRIGHT IDEA
HEALTH AND WELLNESS CHALLENGES 
Seanna Thompson, MD (shown), has an 
idea. The LVH–Pocono obstetrician/gynecologist 
suggests we consider connected care (telemed-
Are you ready to accept a personal chal-
lenge? If you are, you may end up living a 
healthier, happier, more productive life. That’s 
exactly what LVHN wants for you. 
That’s why LVHN recently introduced a series 
of health and wellness challenges. All colleagues 
can participate. The challenges will help you fo-
cus on relaxation and work/life balance, physical 
activity and weight management. 
The first of four challenges taking place in 
2018 just concluded: the Relax and Revive 
icine) technology to provide low-risk pregnancy 
care. Connected care would allow moms-to-be 
to record fetal heart tones and maternal blood 
pressure at home and transfer the data to their 
doctor electronically. It would prevent women 
from having to take time off work for an office 
visit. Plus, it would allow dad and siblings to get 
involved by helping mom and listening to fetal 
heart tones. Thompson’s idea is one of more 
than 300 submitted to LVHN’s Bright Idea Gen-
erator that we are considering to implement. 
The Bright Idea Generator is accessible from 
the intranet home page. Click the shining light 
bulb and you’ll see a form where you can pres-
ent your idea. For example:
u Clinical innovations – Air Products Center 
for Connected Care and Innovation is looking 
to harness your ideas related to technological, 
process or financial improvements that support 
LVHN’s Triple Aim (Better Health, Better Care and 
Better Cost).
Challenge. Susan Sell (shown) participated. For 
at least 15 minutes every day, she relaxed or 
practiced a stress-control technique and tracked 
her progress. During the challenge, she received 
motivational messages and discovered new 
ways to relax. The challenge helped her carve 
out time for herself every day, which helped her 
productivity and state of mind.  
You’re invited to participate in three more chal-
lenges taking place in 2018. Here’s the schedule. 
u Improving the patient experience – It’s ev-
eryone’s responsibility to help ensure our facili-
ties are clean, easy to navigate and comfortable. 
If you see something that needs improvements, 
let us know. Maybe you have observed patients 
waiting for an extended period, or having 
difficulty finding a parking spot or doctor’s office. 
What can we do better?
u Improving access – We’ve made great 
strides to ensure accessing our care is conve-
nient. People can call (888-402-LVHN), click 
(LVHN.org or MyLVHN) or walk in (ExpressCARE 
without an appointment). Do you have other 
ideas? 
Your suggestion will be routed to the 
appropriate department. You will be asked to 
participate in finding the solution if your idea 
is selected. Submit your ideas and help make 
LVHN even stronger. 
–Rick Martuscelli
Challenge Description Challenge Start Challenge End
Step It Up
Increase physical activity and improve  
your well-being.
May 14 July 15
Lose for Health
Lose a little weight to make a difference  
in your health.
Aug. 20 Oct. 14
Maintain  
Don’t Gain
Prevent weight gain while enjoying  
the holidays.
Nov. 14 Dec. 26
The challenges are part of My Total Health, 
LVHN’s comprehensive program that provides 
a wide selection of resources for emotional and 
physical health, as well as social and financial 
well-being.
–Rick Martuscelli
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Patient service representatives 
James.Demopoulos@lvhn.org
RECRUITING AND  
MOONLIGHTING OPPORTUNITIES
It takes a village to deliver on our access 
promises: “Just say yes” and “Today, tomorrow 
or the next day.” To encourage qualified individu-
als to join LVHN, we have several referral and 
sign-on bonus opportunities to share with you 
and your network of professional contacts.













Refer an experienced 




and hospital medicine, 
Surgery, Psychiatry
lea.carpenter@lvhn.org
Must apply by  
June 30, 2018, and 











assistants –  







assistants –  






Apply for medical  
assistant position:
LVHN.org/careers  
and search  
“Medical Assistants.”
Include “referred by” 
name in application 
source field.









Home Care  
and Hospice,  
Rehabilitation – 




Med-Surg RN – 








 and Hospice,  
Rehabilitation – 













Home Care  
and Hospice,  
Rehabilitation – 








Home Care  
and Hospice,   
Rehabilitation – 




Refer an  
experienced nurse: 
LVHN.org/referRN
REFERRAL AND SIGN-ON BONUSES
Select LVPG and LVHN positions are eligible 
for sign-on and referral bonuses in varying 
amounts dependent on the position and location 
of the opportunity. 
WANT TO MOONLIGHT?
Per diem contracts are available for APCs, medi-
cal assistants or patient services representatives 
with experience in urology, neurology, neurosur-
gery, rheumatology, cardiology and orthopedics. 
Interested? Email the appropriate contact. 
–Jenn Fisher
If you work in the Lehigh Valley or Hazleton 
like Amber Lamb, RN (shown), you know 
about the Colleague Resource Center. It 
recently launched at these locations to give 
colleagues access to HR and payroll informa-
tion in one location. The Colleague Resource 
Center will soon be available to all colleagues. 
It’s expected to go live at LVH–Schuylkill in 
May and LVH–Pocono in September.
Accessible from the SSO toolbar, the 
Colleague Resource Center provides many 
valuable resources:
u It includes information specific to you, 
including your pay, benefits, sick time and PTO 
balances, and more. 
u The “Search” function works great. Type 
in what you’re looking for and it appears.
u You can submit your HR questions 
online. Your questions are routed to an HR 
representative. The response appears on your 
Colleague Resource Center page. You also can 
call the new Colleague Resource Center phone 
number: 844-GO-ASK-HR (844-462-7547).
u It’s organized by category. It contains 
details about retirement, wellness benefits 
available through My Total Health and career 
development opportunities (available later this 
spring at LVH–Hazleton). You can get forms 
and review policies. Managers can access 
information they need to do their job. 
If the Colleague Resource Center is live 
where you work, take time to become familiar 
with it. If you’re getting it later this year, look 
for information telling you it’s live.  
–Jane Danish 
COLLEAGUE  
RESOURCE CENTER  
COMING  
TO ALL SITES
Marketing and Public Affairs 
P.O. Box 689 
Allentown, PA 18105-1556
© Lehigh Valley Health Network
LVHN is committed to conserving resources by 
using the latest in energy-efficient printing.







A NETWORK OF NEIGHBORS
One quality that makes LVH–Hazleton 
special is the fact that colleagues are family, 
friends and neighbors to many of their patients. 
The close-knit community is at the heart of a 
new marketing campaign in Hazleton featuring 
our “Neighbors Caring for Neighbors.” With this 
campaign, we’re telling the stories of Hazleton 
colleagues who care for their neighbors, families 
and friends while collaborating with colleagues 
throughout LVHN so community members can 
receive exceptional care close to home.
A ‘NEIGHBOR CARING FOR NEIGHBOR’ STORY
Charmaine Welsh, LVH–Hazleton Pharmacy 
Informatics Coordinator, was diagnosed with 
breast cancer in 2015. “I didn’t have to give 
up my life when I was diagnosed,” she says. 
That statement sums up her experience when 
she chose to stay close to home and entrust 
her cancer care to Michael Evans, MD, and 
colleagues at LVHN Cancer Center–Hazleton.
Welsh has since undergone a mastectomy, 
chemotherapy and breast reconstruction surgery 
without ever reconsidering her decision to be 
treated in Hazleton. “When you hear ‘cancer,’ 
the last thing you want to think about is traveling 
far from home,” she says. Having a cancer cen-
ter right here in Hazleton meant the world to this 
active colleague, mother and grandmother. “I 
was able to get leading-edge cancer treatment 
and didn’t have to travel for hours to get it.”
“Network of Neighbors” shows the collabo-
rative care between communities. “Dr. Evans 
discussed my case with oncologists at LVH– 
Cedar Crest and had access to a medical world 
beyond Hazleton,” Welsh says. As members of 
the Memorial Sloan Kettering Cancer Alliance, 
oncologists from Hazleton can access the 
newest technology and resources outside the 
Lehigh Valley.
“I am so grateful this high level of care is right 
in my backyard,” Welsh says. “They had me 
covered.”
–Jane Danish
“ I didn’t have to give  
up my life when I  
was diagnosed with  
breast cancer.” 
  –Charmaine Welsh, cancer survivor
